The purpose of this study is to find out the strategies that EFL instructors apply to cope with undesirable behaviors of language learners at the tertiary level. The study was conducted with 20 EFL instructors working in the preparatory school at a university in 2017-2018 academic years. The data was gathered through a survey including 10 open-ended questions. Content analysis technique was used to assess the data. The results of the study reveal that EFL instructors apply 12 coping strategies towards the undesirable behaviors of language learners at tertiary level. The instructors use body language, verbal and facial expressions to warn their students. In addition, keeping silent, asking a question, finding out the reason of the undesirable behavior and the needs of the disruptive students, raising awareness, increasing motivation, talking in person, attracting attention, and ignoring the undesirable behavior are the other coping strategies.
Introduction
Morin (2013) stated that if a behavior causes a problem in classroom and hinders the student's academic progress, it is called as misbehavior. Such behaviors create a chaotic classroom environment for the instructor who tries to maintain learners' motivation, attention and interaction. In addition, these behaviors diminish the instructor's professional satisfaction and desire to teach. Most instructors evaluate undesirable behaviors as a danger for education. Therefore, instructors feel necessity to apply some strategies to avoid the behaviors reaching an intolerable level and causing a long-term negative impact on classroom atmosphere. However, as Kuhlenschmidt and Layne (1999) stated there are the steps that instructors should follow before applying a strategy. Clarifying the problem, finding out possible reasons and describing the context in which the undesirable behavior occurs are the first items that should be considered. After these factors are clearly identified, instructors should analyze their emotional and behavioral response to that behavior. Finally, they should observe the effect of the strategy on students' learning process and psychology. If there is a negative effect, instructors should revise the strategy.
There are many studies written on coping strategies in educational and social science. Most of them were conducted on coping strategies used to deal with misbehaviors originating from classroom management. The first factor encouraging the researcher to study on this topic was there are a few studies in ELT written on coping strategies. As a second factor, most of the studies in relevant literature were carried out with primary, secondary or pre-service teachers. The coping strategies of these teachers were compared in terms of gender, academic seniority, the level of the classroom being taught and the kind of the school being worked. These studies mostly aimed to find out whether there are significant differences. Moreover, the participants of such kind of studies were generally primary, secondary and pre-school learners. The aim of this study is to designate the coping strategies applied by English instructors to cope with undesirable behaviors of language learners at the tertiary level.
Significance of the Study
This study will be a guide especially to novice and pre-service teachers because they have lack of real teaching experiences. They will not have to waste time to figure out the reasonable strategies thanks to this study. The rapport between the teacher and the students will not be broken down because of wrong coping strategies. Moreover, the experienced instructors will get a chance to evaluate their own strategies and compare them with the ones of their colleagues. On the other hand, disruptive students will not lose their desire to learn English because instructors will be more conscious about their expectations, needs and problems. Therefore, they will give right reactions to overcome the undesired behavior and attract the students' attention to the lesson again. Meanwhile, it will be prevented that disruptive students become wrong role model and affect their classmates in a negative way.
Research Question
The aim of the study is to find out the answer of the following question;
1. What are the strategies that EFL instructors apply to cope with undesirable behaviors of EFL learners at the tertiary level? Altıok (2013) explained the behaviors which include disrespect, immorality, violence and objection to the authority and also cause to waste time are called as undesirable behaviors. As mentioned in the study of Sadık and Doğanay (2007) , disturbing classmates, damaging school property, aggression towards classmates, not studying regularly, not doing homework, defiance towards the teacher and not being interested in lesson are the common undesirable behaviors designated by the students, their mothers and teachers. All instructors feel necessity to apply some coping strategies to be able to reduce or overcome the present undesirable behavior and also avoid others (Taylor&Stanton, 2007) . Coping strategies are the specific efforts which are both behavioral and psychological. (Taylor, Pham, Rivkin & Armor, 1998) . English instructors use some coping strategies when they observe undesired behaviors. However, they should be more sensible and thoughtful before applying a coping strategy. Language is not a course that can be learned in a traditional and isolated way. Interaction, participation, creativity, sense of responsibility, cooperation and reflective thinking are the qualities that an EFL learner should have to be able to improve in English. Some strategies may interrupt the rapport and interaction between the student and the teacher. Wrong strategies may also make students introvert and reluctant towards learning English. The instructors may unconsciously cause loss of confidence if their coping strategies are not appropriate to the students' age and personality. Hence, English instructors should choose their coping strategies very carefully not to decrease learners' motivation for active learning. There are some positive strategies as stated in the study of Pala (2005) . They are gaining self-confidence and achieving academic success. It is also believed that when the disruptive students are encouraged and appreciated, undesired behaviors disappear. Because of this reason, the teachers in the study written by Teyfur (2015) mostly prefer two positive strategies. They are taking care during break time and using expressions indicating that the disruptive student is precious among other students. The strategies are also similar in the study conducted by Güleç and Alkış (2004) . Promoting the disruptive students to participate in the lesson and using various materials to attract their attention are applied by most of the participant teachers. As it is understood from the studies, the instructors should deal with undesirable behaviors through effective guidance, positive feedback and supportive attitudes. These strategies not only provide the students to give up such behaviors but also make them autonomous learners and critical thinkers. Özben (2010) investigated whether there are significant differences between students' misbehaviors and teachers' coping strategies in terms of teachers' gender and their teaching years. It was discovered although there are significant differences in students' misbehaviors, both female and male teachers mostly apply the same strategies. Eye contact, contacting the counsellor or the principal, verbal warning and talking to the student are the coping strategies who have the highest percentages in the list. Moreover, these strategies are used by most of the participant teachers regardless of their teaching years. Yılmaz and Şahinkaya (2010) determined the coping methods pointed out by primary school teachers. They were designated as listening to the student and communicating clearly warning through eye contact, giving advice, searching the reasons of the problem to solve. Marciniak (2015) revealed the effective ways applied to deal with discipline problems of adolescent learners. The strategies were reprimanding the disruptive learner out of classroom or in front of their class mates, talking to the disruptive learner in person, applying nonverbal techniques, reinforcing the correct and desirable behavior through praise or positive feedback, giving punishment like additional homework or staying in classroom after lessons to practice English, changing the seat of disruptive student, cooperation with parents, the headmaster and the other teachers. According to the findings of the study conducted by Merç and Subaşı (2015) , some of the strategies carried out by pre-service EFL teachers were ignoring the problematic behavior, verbal warning, using body language, rewarding, keeping silent, changing seat, showing individual interest to the problematic students, punishing, repeating the instruction, passing other activities quickly, providing individual help, giving the activity as homework and giving the answers directly.
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Methodology
Research Design
The purpose of the study is to find out the strategies that EFL instructors apply to cope with undesirable behaviors of language learners at the tertiary level. Regarding to the aim of the study, descriptive research was thought as the most appropriate research type for this study. According to Key (1997) , descriptive research is a study designed to reveal opinions and attitudes of the participants with regards to a given subject in an accurate way.
Participants
The study was conducted with 20 EFL instructors working in the preparatory school at a university in 2017-2018 academic years. Participant instructors were randomly selected among the voluntary instructors without taking any variables into consideration such as age, teaching experience, educational background or gender. 11 female and 9 male participants took part in the study. There are 6 instructors who have 4-6 years of teaching experience. Also, 4 instructors with 7-9 years of experience participated in the study. The number of the most and the least experienced instructors is equal. There are 6 participants whose degree is B.A. The degree of 10 participants is M.A. whereas 4 participants have a Ph.D. In addition, 5 of the participants are native English speakers.
Data Collection
Qualitative data was gathered through a survey comprising open-ended questions. The purpose of using survey as the data collection tool was finding out the coping strategies of English instructors towards the undesired behaviors of EFL learners at tertiary level. The researcher firstly looked into the studies conducted on undesirable behaviors in literature. The open-ended questions were developed later with an experienced researcher. The survey consisted of two sections (see Appendix 1). The first section was to determine the features of the participants such as gender, educational back ground and nationality. There were 10 open-ended questions in the second section. The section aimed to identify coping strategies of the participant instructors. The undesirable behaviors taking part in the survey were clarified to the participants in detail by the researcher. They were requested to write their coping strategies with clear explanations. All surveys were submitted to the researcher in three days.
Data Analysis
Content analysis technique was applied for the data collected through open-ended survey questions. The data was gone through several times from the beginning to the end in order to be familiar. Then the researcher came up with common themes mentioned in the data to describe the coping strategies. After grouping these strategies by combining similar headings into broader categories, open coding was used to make the data clearer and more comprehensible.
Statistical Package for Social Sciences (SPSS) was used to present the frequencies and percentages of coping strategies in tables. Cronbach's alpha was used to test the internal consistency of the open-ended questions in the questionnaire. The reliability was calculated to be 0.977. The researcher also discussed the findings with an experienced researcher in ELT to be able to provide further reliability.
Findings of the Study
The open-ended questionnaire involving 10 undesirable behaviors was created by looking through the relevant literature with an experienced researcher. The aim of the questionnaire was to find out the strategies that English instructors apply to cope with the undesirable behaviors which they encounter in their language classes. The responses were analyzed and the researcher came up with 12 coping strategies. A table was drawn for each undesirable behavior according to the order in the questionnaire. The strategies used to deal with that undesired behavior were displayed in the related table with their frequencies and percentages.
Table 1. Using Mobile Phone
The first question is about which strategy the instructors apply when they observe their students using their mobile phones in the lesson. 3 strategies are designated to overcome this undesirable behavior. Out of 20 participants, 11 participants (%55.0) apply warning strategy when they notice their students using their mobile phones. They warn either reminding the classroom rules or directly saying to put their mobile phones away. One participant used this expression:
I always point out the prohibition of using mobile phone during the lesson mentioned at the beginning of the semester because this gadget distracts their attention. In addition, 4 participants (%20.0) prefer to use facial expressions to provide them to leave their mobile phones. The following quote from a teacher illustrates this point:
Gestures and eye contact are enough to make them feel that their behavior is annoying for me. 5 of the participants (%25.0) expressed that this undesirable behavior may be ignored. The following view is related to the issue: It was found out 4 different strategies applied to stop students' irrelevant talking. One of them is keeping silent applied by 3 participants (%15.0). Regarding this issue, one participant expressed: They may not be aware of their volume. I stop talking or whatever I am busy with to make them notice and reach an ultimate silence. The other strategy is using body language mentioned by 5 participants (%25.0). The following extract belongs to one of them.
I approach the disruptive students and put my hands on their desks while I am going on talking. It is a silent warning between the teacher and the students. Asking a question is also used by 7 participants (%35.0) to stop the students' conversation. One participant stated:
I ask a question related to the subject to stop their chatting and get them to participate in the lesson. I think this is more efficient than interrupting the whole concentration. There is one more strategy that 5 participants (%25.0) apply when they observe the students talking to each other. As it is understood from the following quotation, some participants ignore this undesirable behavior.
I ignore and continue lecturing as long as they do not make too much noise and interrupt our concentration. Third question was asked to figure out the instructors' reactions towards the students who do not bring course materials. 3 strategies were found reasonable for this undesirable behavior. The first one is finding out its reason. The following expression belongs to one of 4 participants (%20.0) supporting this strategy. They cannot focus on the lesson without course materials. I want to learn why they did not bring their course books and listen to their excuses.
12 participants (%60.0) stated that they warn the students not to repeat the same behavior. One of them used this statement to clarify the strategy. I point out that course materials are necessary to follow the lesson so they should not forget them again. There is also a group of participants (%20.0) whose ideas regarding to the course materials are totally different from others.
I do not evaluate this behavior as a big issue as long as my students are engaged in my lesson. The real matter for learning is not the material itself. Question 4 is about the ways of overcoming disrespectful behaviors in the classroom. The researcher reached 4 strategies from 20 participants. 6 of them (%30.0) think that instructors should firstly analyze the students' needs to cope with disrespectful behaviors. The following quote illustrates this point:
Our students are at a critical age. They are neither teenage nor adult learners. These learners may display disrespectful behaviors unless their needs are met. I think finding out their needs and determining the teaching strategies in that way will help instructors solve the problem. 6 participants (%30.0) applied the strategy of raising awareness. One participant stated:
Our students are in a critical period of their personal development. They may not be aware of their disrespectful behaviors and their consequences. I explain why their behaviors are disrespectful and lead them to the appropriate behavior. 5 of the participants (%25.0) believe talking individually after class is reasonable. In concern with this strategy, one participant stated:
Due to the fact that it is possible to emerge other disrespectful behaviors when the student is warned in front of classmates, talking to the student in person is the most effective way. 3 participants (%15.0) prefer to ignore the disrespectful student because of the following explanation.
When students are ignored, they notice something wrong and criticize themselves. They give up displaying such behaviors to make themselves appreciated again. Question 5 is related to the strategy that the instructors apply when their students are interested in other things during the lesson. There are 5 strategies and 2 of them are used by only one participant (%5.0). The first one is gaining students' attention through using sense of humor or asking a question out of topic. One participant defined the strategy with these words:
The lesson period is not short. Students may be interested in other things in consequence of losing their concentration or getting bored. Thus, I usually try to attract their attention by asking an interesting question or making a joke. The other group including 7 participants (%35.0) thinks that learning the main reason of their indifference is the most appropriate strategy to cope with this problem. The following quote explains its effectiveness:
I would like to find out the reason behind their indifference. I ask them to explain the reasons of the misbehavior without writing their names because I need to know the main reason to be able to find a solution. There are also 4 participants (%20.0) who believe facial expression stops the undesirable behavior. One of them stated:
I stop talking and look at their eyes. I wait until they make an eye contact with me to make them understand that behavior is annoying. On the other hand, one participant (%5.0) expressed that warning is effective for the students who are interested in other things during the lecture.
I should manage the classroom as a teacher. Hence, I verbally warn the students who are not interested in my lesson. The students instantly stop the thing that they are busy when they are warned in front of their classmates. Thus, they do not disturb other students. The last perspective is quite different from others. It is stated by one participant (%5.0).
Following the lesson or being interested in other things is their free choice. I do not do anything if they do not interrupt me or their classmates. Question 6 was asked to find out the instructors' reactions when their students do not do their homework. Although there are 4 strategies, the most applied strategy is to raise students' awareness of assignments' importance. One of 8 participants (%40.0) explains its importance with this expression: I state that homework is their responsibility. If they do not take their own responsibility for their progress, they will not completely achieve success. I advise them to evaluate homework as a supplement task rather than a compulsory assignment. 3 participants (%15.0) point out warning strategy. It is deduced from this statement:
If students reach the answer without thinking about the topic, it is useless for them. Thus, I warn and give them a second chance for the next lesson. I also remind of the consequence of late submissions. 5 participants (%25.0) also think that finding out its main reason is essential to find a permanent solution. There is a quotation clarifying the importance of this strategy.
I would like to discover its reason. They may have some important reasons or problems and need my advices. Telling them to do their homework is meaningless without overcoming its main reason. According to 4 participants (%20.0) not doing homework does not have a negative effect on their learning process. One of the participants made the following comment:
I do not usually take any strict actions because I personally believe that homework and all extra worksheets are optional. If they read something in English or show me the blog they voluntarily write, it makes me happier. Question 7 aims to reveal instructors' reactions when their students do not attend the lessons regularly. The participants divided into 3 different ideas. 12 instructors (%60.0) believe that finding out the reason of absenteeism is necessary. This is one of the expressions given to make the strategy clear: I firstly want to understand whether they do not have desire to learn English or there are some private reasons. Every student is precious and their needs may vary. If they have problems about their classmates or lessons, I can solve them. The other strategy used by a large quantity of participants (%70.0) is raising students' awareness. The following extract is given to illustrate this strategy:
I explain the importance of attendance. I tell them regular absence affects their learning in a negative way because they have difficulty to follow the lesson. I also remind attendance is compulsory for their departments. Out of 20 participants, one participant (%5.0) prefers to ignore the undesirable behavior. It is clarified with this statement.
They are higher education level students. They should know their responsibilities and the consequences of absenteeism. There are not many things that the teacher can do for them. Question 8 aims to discover the strategies that the instructors apply towards the students who do not participate in the lesson. Most participants (%12.0) think that encouragement is the most effective way to make reluctant students active. This is one of 12 excerpts related to this strategy. I make them feel their participation is important for me. If the students believe the teacher respects their ideas, they feel themselves valuable and they have desire to participate. The teachers should not leave any students behind. In addition, 4 participants (%20.0) support that talking in person helps the teacher understand the reluctant student better and analyze the problem in detail. The following example indicates their strategy:
It is possible for the students not to participate in the lesson because of being shy or having lack of information. Maybe, there are some factors related to their classmates or teacher. We should talk to them individually to figure out the reason. The last group participants (%20.0) think this undesirable behavior should be ignored. The following explanation was given to clarify the strategy.
It depends on their personality. Teachers should not force them to participate. Some students do not want to take an active role in the lesson. However, it does not mean that they are not interested. It is their choice. The purpose of question 9 is to figure out the strategies applied when the students regularly ask irrelevant questions. 8 participants (%40.0) expressed that they attract the students' attention to the topic again. The following expression clarifies their strategy. It means that the student got bored or missed some parts of the lesson so the student could not concentrate on the topic. I should gain the student's attention to the lesson again through educational activities. There are also 4 participants (%20.0) who verbally warn the student not to ask such questions. The following explanation belongs to one of them.
I tell the student the question is not relevant to our topic so it should not be asked in the lesson. We should focus on what we are studying. I do not want other students are confused and distracted. In addition, 8 participants (%40.0) pointed out they ignore irrelevant questions. It was given to identify the strategy.
I totally ignore because they will continually keep asking that kind of questions as long as they get an answer. I cannot let other students lose their concentration and the flow of my lesson is interrupted. The last question leads the instructors to think about the coping strategies when their students talk out of turn. 11 participants (%55.0) express that they verbally warn their students in classroom. One participant made the strategy clear thorough this statement: I kindly warn and remind my student that it is disrespectful to other students. They should learn to listen to each other. Otherwise, they may have a habit of talking without permission. On the other hand, using body language is evaluated as an appropriate strategy by 8 participants (%40.0). Regarding to this strategy, one participant pointed out:
Using body language is the most effective way to remind them turn-taking without discouraging any students. There is also one participant (%5.0) who does not share the same idea with others because this participant would rather ignore the undesirable behavior. The following quotation explains the strategy:
I do not listen to that student. I communicate with other students and wait until the student asks for the right to speak. They are adult learners so they should know when to talk and listen.
Discussion
According to the results of the study, EFL instructors apply 12 strategies to cope with undesirable behaviors of language learners at the tertiary level. They are verbal warning, using body language and facial expressions, keeping silent, asking a question, finding out its reason, raising awareness, observing their needs, talking individually, gaining their attention, encouragement and ignore the undesirable behavior. The coping strategies reveal that the instructors have a positive attitude towards their students whatever their undesirable behaviors are. It was deduced that most instructors believe most strategies will provide temporary solutions unless they can find out its main reason. Thus, they try to identify the problem causing the student to display an undesirable behavior in the lesson. They prefer to talk individually, observe the attitudes of disruptive students and analyze their needs. A group of instructors support that the students may have an undesirable behavior because they feel bored, lose concentration or miss some parts of the lecture so their reaction is to attract their attention to the lesson again. These instructors take their attention by making a joke, moving to an educational game or asking a question. According to some instructors, undesirable behaviors may be unconsciously displayed so they prefer nonverbal warning to make the students realize. Regarding to this perspective, they keep silent, use their facial expressions or body language. Some instructors agree to their colleagues but they follow different strategies. These instructors think that students may have misbehaviors because they cannot take responsibility for their own learning. In addition, they are not aware of negative consequences of their misbehaviors. In order to raise the students' awareness, the instructors warn verbally, give advice, talk about classroom rules and tell the right behavior. They clarify the consequences that they may encounter if they maintain such behaviors. However, a group of instructors do not have the same thoughts with their colleagues. They state that their students are adult learners at higher education level so they must know both positive and negative consequences of their attitudes. Therefore, they ignore the undesirable behavior as long as other students are not disturbed and the flow of the lesson is not interrupted. The idea supported by the last group is that disruptive students need encouragement and scaffolding because they have lack of knowledge and self-confidence.
As a result of looking through the studies in the related literature, it was seen that the findings are in parallel with other studies conducted in this field. For instance, Güleç and Alkış (2004) found out behavior change strategies applied by the teachers working in elementary schools. The common coping strategies are that encouraging the student to participate in the lesson, making eye contact, explaining the right behavior and the results of the misbehavior, talking after class, verbal warning and using various education materials to attract the student's attention. According to the findings of the study conducted by Yılmaz and Şahinkaya (2010) , the strategies mostly used are also applied by the participants in the present study. They are described as listening to the student and communicating clearly, looking of the reasons of the problem, trying to solve the problem, warning through eye contact an advising.
There are also the strategies never followed by the participant instructors such as the ones mentioned in the study of Merç and Subaşı (2015) . They are punishing, passing other activities quickly, giving the activity as homework, changing the students' seats and giving the answers directly. The instructors also do not prefer to use the strategies designated in the study of Teyfur (2015) . They are asking for apology, changing students' seats, complaining about the student to his/her parents, prohibiting students from having a break, visiting the student at home and discussing the problem with the school counselor. In addition, some of the strategies in the research of Marciniak are not applied by any of the instructors in this study. The participant instructors reprimand the disruptive learner neither out of class nor in front of their peers. They are aware of its negative effects on the student's learning process. They do not give punishment like additional homework. They also do not force any students to stay in classroom after lessons to practice English.
Conclusion and Implications
The findings showed that the instructors respect their students' feelings, ideas and differences as an individual. They carefully designate their coping strategies not to cause their students to feel embarrassed and ignored. Although their strategies are preventive for other undesirable behaviors, they are also promotive to make them active learners. It was deduced that the instructors are considerably aware of the importance of motivation and participation in language learning so they apply the strategies such as encouragement, talking in person, raising awareness, asking a question to attract the attention and finding out the main reason of the undesirable behavior to overcome. Even the instructors who ignore the undesired behavior state that the disruptive student may have a personal problem or need a break to feel boredom. It reveals the instructors tolerate some undesirable behaviors not to interrupt the students' desire to learn English. It is known that English cannot be taught through dominant attitudes. Therefore, the strategies like giving addition assignment, not letting have a break to practice and complaining about the student will not be meaningful strategies for students' improvement. It is important for instructors to know their students well to be able to elicit the main reason of the undesired behavior. Students may have lack of motivation, anxiety, prejudice or negative attitude towards learning English. In that case, asking a question, verbal warning, eye contact or using body language will be temporary solutions. It can be observed that undesired behaviors disappear in time thanks to talking in person, giving advice, overcoming negative past experiences, finding out the right studying technics and raising intrinsic motivation. There are many students who have not experienced efficient English courses, authentic materials, cooperative working and interactive activities until they reach the tertiary level. Therefore, they have difficulty to adapt English courses, accommodate to their classmates and communicate with their instructors clearly. These weaknesses may cause undesired behaviors. If instructors ignore or reprimand the students, they believe that they will not be able to succeed in English and give up making an effort. Instructors should be patient, insightful and also a good decision maker and mentor because it is a long process to determine the appropriate strategies, observe their effectiveness and analyze the outcomes.
Suggestion and Limitation
The study should be interpreted in the light of several limitations like the other studies in literature. It was firstly conducted with a small group of English instructors. Therefore, the findings of the study may not be appropriate for all English instructors working in universities across Turkey. The data was also gathered through a survey including 10 open ended questions. It may not reflect the whole coping strategies applied in language classrooms.
Regarding these limitations, it is suggested to use other data collection tools such as observation, questionnaire and interview. The number of participants can be increased in order to reach further data and enlarge the research. The coping strategies of instructors can be compared in terms of gender and seniority. It can also be analyzed whether there is a significant difference between the coping strategies of native English speakers and non-native English speakers. Presenting the perspectives of EFL learners can provide more insight for the research.
